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Basotho expect better government performance
on provision of key public services
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Summary

Public services are the main point of contact between government and the people it serves.
Citizens interact with public instfitutions when they obtain identity documents, social benefits,
health care, police assistance, and other services. The quality of public services has a
profound impact on people’s lives and is often pivotal in ensuring they have access to
opportunities to realise their full potential (Jackson, 2020; OECD, 2022, 2024).

Public-service delivery in Lesotho is challenging. The country’s mountainous topography and
limited road network make it expensive to deliver basic services (Johnson, Dunn, Bodlani,
Hougaard, & Bester, 2021; Pene, 2023). People living in isolated villages often have limited
access to health care, education, food, and clean water (Help Lesotho, 2023; World Bank,
2025).

The government’s National Strategic Development Plan, which has been extended through
2028, aims to enhance public-service delivery, focusing on citizen-centric, efficient, and
effective delivery through decenftralisation and strengthened institutions and procurement
processes (Government of Lesotho, 2019; World Bank, 2025).

The government also launched the World Bank-funded Public Sector Foundation Project to
improve public-service delivery by reducing resource leaks and enabling online services
through ID biometrics. Among other advantages, this is reported to prevent rural residents,
particularly women, from having fo fravel long distances to access public services (World
Bank, 2022; Informative, 2024; Maoeng et al., 2024).

Against this background, this dispatch examines citizens' experiences and perceptions of
public-service delivery. Findings from the most recent Afrobarometer survey in Lesotho show
that public-service infrastructure remains limited, with many areas lacking access to sewage
systems, police stations, and health facilities.

While citizens who sought selected public services during the past year describe health care
and police assistance as easy to obtain, a majority say government identity documents were
difficult fo obtain and in some cases required the payment of a bribe.

More than half of Basotho praise the government’s efforts to improve basic health services,
but maijorities express dissatisfaction with the government’s provision of other public services.

Afrobarometer surveys

Afrobarometer is a pan-African, non-partisan survey research network that provides reliable
data on African experiences and evaluations of democracy, governance, and quality of life.
Ten survey rounds in up to 45 countries have been completed since 1999. Round 10 surveys
(2024/2025) cover 38 countries. Afrobarometer’s national partners conduct face-to-face
interviews in the language of the respondent’s choice.
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The Afrobarometer team in Lesotho, led by Advision Lesotho, interviewed a nationally
representative sample of 1,200 adult Basotho in March 2024. A sample of this size yields
country-level results with a margin of error of +/-3 percentage points at a 95% confidence
level. Previous standard Afrobarometer surveys were conducted in Lesotho in 2000, 2003,
2005, 2008, 2012, 2014, 2017, 2020, and 2022.

Key findings

B Access to basic public-service infrastructure is uneven across Lesotho:

o A majority of surveyed enumeration areas have access to piped water (73%),
schools (72%), the national electricity grid (70%), and roads that are in fair, good,
or very good condition (64%). In contrast, sewage systems (15%), police stations
(24%), and health-care facilities (35%) remain severely limited.

o All of these types of service infrastructure are less available in rural areas than in
cities, often by large margins.

B Two-thirds (67%) of citizens say they had contact with a public health clinic or hospital
during the previous year. Far fewer say they tried to obtain a government identity
document (29%) and sought assistance from the police (21%).

o Among those who sought these public services, majorities say it was “easy” or
“very easy” to obtain medical care (74%) and to get help from the police (60%).
But almost two-thirds (64%) found it “difficult” or “very difficult” to obtain an
identity document from a government agency.

o More than one in five (22%) of those who attempted to obtain an identity
document say they had to pay a bribe. Fewer report having to pay a bribe to
obtain police assistance (12%) or medical care (4%).

Public services make up seven of the tfop 10 issues that citizens say their government
must urgently address, led by infrastructure/roads.

More than half (55%) of respondents say the government is doing a good job on
improving basic health services, but majorities say it is performing “fairly badly” or
“very badly” on addressing educational needs (52%), providing a reliable supply of
electricity (58%), maintaining roads and bridges (58%), fighting crime (60%), and
providing water and sanitation services (65%).

Availability of public services in Lesotho

Public services must be accessible to all citizens, regardless of their location, income, or
physical ability. To examine the accessibility of public services in Lesotho, Afrobarometer
asked its survey enumerators to record whether key service-delivery infrastructure is present
within the enumeration areas (EAs) they visited (or, in the case of schools, health clinics, and
police stations, within easy walking distance).

Findings show that piped-water systems are in almost three-fourths (73%) of EAs. More than
seven in 10 EAs had a nearby school (72%) and an electricity grid (70%). Far fewer showed
evidence of a health clinic (35%), a police station (24%), and a sewage system (15%). The
teams also recorded the condition of the last 5 kilomeftres of road before they reached the
EA: Aimost two-thirds (64%) of EAs had roads in “fair,” *good,” or “very good” condition
(Figure 1).
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Figure 1: Availability of service infrastructure in enumeration areas | Lesotho | 2024
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Afrobarometer enumerators were asked to record:
Are the following services/facilities present in the primary sampling unit/enumeration area:
Electricity grid that most houses can access? Piped water system that most houses can access?
Sewage system that most houses can access?
Are the following facilities present in the primary sampling unit/enumeration area or in easy
walking distance: School (private or public or both) 2 Police stationg Health clinic (private or public
or both)2

What was the condition of the road in the last 5 km before reaching the start point of the primary
sampling unit/enumeration area?

As we might expect, all of these types of service infrastructure are less available in rural areas
than in cities (Figure 2). For example, urban residents are twice as likely as rural residents to
live within reach of an electricity grid (95% vs. 46%). The only service for which rural
approaches urban availability is schools (69% rural, 74% urban).

In rural areas, nearby health clinics (18%), nearby police stations (7%), and sewage systems
(2%) are particularly rare.

Peri-urban areas outpace both urban and rural areas when it comes to health clinics (72%)
and roads in fair, good, or very good condition (96%).

Do your own analysis of Afrobarometer data — on any
guestion, for any country and survey round. It’s easy and
free at www.afrobarometer.org/online-data-analysis.

Copyright ©Afrobarometer 2025 3



AFRg§

BAROMETER

Let the people have a say

Figure 2: Availability of service infrastructure in enumeration areas | by urban-rural
location | Lesotho | 2024
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Afrobarometer enumerators were asked to record:
Are the following services/facilities present in the primary sampling unit/enumeration area:
Electricity grid that most houses can access? Piped water system that most houses can access?
Sewage system that most houses can access?
Are the following facilities present in the primary sampling unit/enumeration area or in easy
walking distance: School (private or public or both)¢ Police station? Health clinic (private or public
or both)e
What was the condition of the road in the last 5 km before reaching the start point of the primary
sampling unit/enumeration area?

Citizens’ experience with key public services

The availability of public services alone does not determine whether citizens actually receive
services. Afrobarometer asked respondents whether they had contact with selected services
during the previous 12 months.

Two-thirds (67%) of respondents say they had contact with a public health clinic or hospital,
while 29% say they tried to obtain a government identity document such as a birth
certificate, driver’s license, passport, voter's card, or permit. One in five (21%) say they sought
assistance from the police (Figure 3).
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Figure 3: Contact with key public services | Lesotho | 2024
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Respondents were asked: In the past 12 months, have you:
Had contact with a pubilic clinic or hospital2
Tried to get an identity document like a birth certificate, driver’s license, passport or voter's card,
or permit from government?2
Requested assistance from the police?
(% "yes’)

More women than men had contact with a public health cenfre (75% vs. 59%), as did more
older citizens (70%-75%) compared to those under age 46 (63%-64%) (Figure 4). Use of public
health facilities increased with respondents’ level of lived poverty,! ranging from 62% of
better-off citizens to 74% of the poorest.

Efforts fo obtain identity documents increased with citizens’ education level, from 16% of
those with no formal schooling to 35% of those with post-secondary qualification, and
decreased with age, from 39% of 18- to 35-year-olds to 16% of seniors.

Men (23%) and urbanites (27%) were more likely than women (18%) and rural residents (17%)
to seek help from the police (Figure 5). Citizens with post-secondary education were
particularly likely to request police assistance (36%).

I Afrobarometer’s Lived Poverty Index (LPI) measures respondents’ levels of material deprivation by asking how
often they or their families went without basic necessities (enough food, enough water, medical care, enough
cooking fuel, and a cash income) during the past year. For more on lived poverty, see Mattes and Lekalake
(2025).
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Figure 4: Sought medical care and identity documents | by demographic group
| Lesotho | 2024
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Respondents were asked:
In the past 12 months, have you had contact with a public clinic or hospitale
In the past 12 months, have you tried to get an identity document like a birth certificate, driver’s
license, passport or voter’s card, or permit from government?

(% "yes')

Figure 5: Requested police assistance | by demographic group | Lesotho | 2024
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Respondents were asked: In the past 12 months, have you requested assistance from the police?
(% uyesn)
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As for the quality of services they encountered, three-fourths (74%) of respondents who had
contact with a public hospital or clinic say they found it easy to obtain the services they
needed, including 39% who describe it as “very easy,” while one in four (26%) say it was
difficult (Figure 6).

Among those who sought police assistance, six in 10 (60%) report that it was easy to get help,
but 40% found it difficult. But almost two-thirds (64%) of those who tried to get identity
documents describe it was difficult, including almost half (49%) who say it was “very difficult.”

Respondents experiencing high levels of lived poverty were somewhat less likely to find it
easy to obtain medical care (66%) and identity documents (30%) than their better-off
counterparts (Figure 7). But they were more likely to say that police assistance was easy to
obtain (65%).

Figure é: Ease or difficulty of obtaining services | Lesotho | 2024
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B Easy/Very easy  mDifficult/Very difficult

Respondents who sought selected public services during the previous year were asked: How easy or
difficult was it to obtain: The medical care or services you needed? The document you needed? The
assistance you needed? (Respondents who did not have contact with these services are excluded.)

Figure 7: Ease or difficulty of obtaining services | by lived poverty | Lesotho | 2024
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Respondents who sought selected public services during the previous year were asked: How easy or
difficult was it to obtain: The medical care or services you needed? The document you needed? The
assistance you needed? (Respondents who did not have contact with these services are excluded.)
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In addition to being more difficult, obtaining government ID documents was also more likely
than the other two services to involve corruption: More than one in five respondents (22%)
who sought such documents say they had to pay a bribe, give a gift, or do a favour for a
government official to get what they needed, an increase of 6 percentage points
compared to 2022. Fewer report having to pay a bribe to obtain police assistance (12%) or
medical care (4%) (Figure 8).

Figure 8: Bribe paying for public services | Lesotho | 2022-2024
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Respondents who sought selected public services during the previous year were asked: How often, if
ever, did you have to pay a bribe, give a giff, or do a favour:
For a health worker or clinic or hospital staff in order to get the medical care or services you
needed?
For a government official in order to get the document you needed?
For a police officer in order to get the assistance you needed?
(% who say “once or twice,” “a few fimes,” or "often”)
(Respondents who did not have contact with these services are excluded.)

Concerns and government performance on provision of public services

Citizens in Lesotho are worried about the condition of public services. Seven of the top 10
issues that survey respondents cite among their three priorities for government action
concern public services, led by infrastructure and roads (47%) at No. 2, trailing only
unemployment (63%) (Figure 9).

Crime/security (29%), water supply (22%), and electricity (20%) also rank in the top five, with
education (11%), health (11%), and other services (10%) each cited by about one in 10
respondents.

Overall, Basotho are largely unsatisfied with their government’s provision of public services.
While more than half (55%) say it is doing a good job on improving basic health services,
maijorities describe its performance as “fairly bad” or “very bad” on addressing educational
needs (52%), providing a reliable supply of electricity (58%), maintaining roads and bridges
(88%), fighting crime (60%), and providing water and sanitation services (65%) (Figure 10).
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Figure 9: Most important problems | Lesotho | 2024
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Respondents were asked: In your opinion, what are the most important problems facing this country
that government should address? (Up to three responses per person; figure shows percentage of
respondents who cite each problem as one of up to three priorities.)

Figure 10: Government performance on provision of public services | Lesotho | 2024

Improving basic health services
Addressing educational needs
Providing reliable electricity supply
Maintaining roads and bridges
Providing water and sanitation services

0% 20% 40% 60% 80% 100%

B Fairly/Very well  ®Fairly/Very badly

Respondents were asked: Now let's speak about the performance of the present government of this
country. How well or badly would you say the current government is handling the following matters, or
haven’t you heard enough to say?

Copyright ©Afrobarometer 2025 9



AFR¢
BAROMETER

Let the people have a say

Conclusion

Findings from the most recent Afrobarometer survey highlight that public-service delivery in
Lesotho remains uneven and insufficient, especially in rural areas. While a maijority of
surveyed enumeration areas have access to piped water, electricity, and schools, fewer
than four in 10 have sewage systems and nearby health facilities and police stations.

Among citizens who sought selected public services during the previous year, a majority
found it easy to access health care and police assistance, but many experienced difficulties
and even demands for bribes when trying to obtain government identity documents.

Public services dominate the list of most important problems that Basotho say their
government must address. And while a majority of respondents give the government passing
marks on improving basic health services, the opposite is frue for other key services,
demonstrating a strong demand for improved public-service delivery.
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